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DETAILED ACTION 

Response to Arguments 

1 . This case has been transferred and assigned to a new examiner. Examiner gives full faith 
and credit to the original search and action, as disclosed in MPEP 704.01. The contact 
information of the new examiner is provided below. 

2. Applicant's arguments, see Pp. 8-10, filed 20 December 2007, with respect to the 
rejection(s) of claim(s) 1-20 under Bogart and Grove have been fully considered and are 
persuasive. Therefore, the rejection has been withdrawn. However, upon further consideration, 
a new ground(s) of rejection is made in view of Bogart and Lo, as disclosed below. 

Claim Rejections - 35 USC §103 

3. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set forth in 
section 102 of this title, if the differences between the subject matter sought to be patented and the prior art are 
such that the subject matter as a whole would have been obvious at the time the invention was made to a person 
having ordinary skill in the art to which said subject matter pertains. Patentability shall not be negatived by the 
manner in which the invention was made. 

4. Claims 1-4, 6-20 are rejected under 35 U.S.C. 103(a) as being unpatentable over Bogart 
et al (6,978,247) in view of Lo et al. (6,798,786). 

5. For claims 1,8, 15, Bogart teaches a business contact center (abstract) for interfacing 
customers with a business (col. 1, line 1 - col. 4, line 55; col. 18, lines 1-15), and the business 
center (Fig. 1, #100) comprising: 

a. A plurality of media handlers (Fig. 2, #200-212) each including a control interface 
(Fig. 1, #1 10) and each of the plurality of media handlers configurable via the control 
interface to define a plurality of media services (each handler associated with a specific 
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media service) including at least one of routing media between selected media endpoints 
(handlers establish connections between contacts and resources), recording made from a 
selectable media resource, and playing selectable media to a selected media endpoint 
(col. 5, line 30 - col. 6, line 67); 

b. A conference controller (Fig. 1, #106) coupled with each of the plurality of media 
handlers (Figs. 1 and 2, #104) via the corresponding control interface (Fig. 1, #1 10), and 
the conference controller responsive to a customer contact to configure via the 
corresponding control interface an available one of the plurality of media handlers to 
define selected ones of the media services (service call), media sources (resources and 
agents) and media endpoints (customer contact such as phone, computer, etc.) for 
handling the customer contact (col. 5, line 30 - col. 6, line 50; col. 9, line 22 - col. 10, 
line 21), the controller including a communications and resource manager (col. 5, lines 5- 
40; col. 8, lines 55-65) which estimates resources to allocate in response to the customer 
contact and selects an available one of the media handlers based upon the current 
resource allocation (col. 9, lines 22-59). 
6. Bogart does not expressly disclose that the resource to be allocated is bandwidth. Lo 
teaches a method and system (abstract) of managing call networks connected to media services 
(col. 1, line 1 - col. 3, line 40; col. 17, lines 10-50) wherein the controller includes a bandwidth 
manage3r which estimates a bandwidth requirement of the customer contact in response to the 
customer contact and selects an available one of the media handlers based upon a lowest media 
handler bandwidth load (col. 3, line 40 - col. 4, line 55). At the time the invention was made, 
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one of ordinary skill in the art would have added Lo to Bogart in order to manage the quality of 
voice calls and audio communications (col. 5, lines 55-60). 

7. For claim 2, Bogart does not expressly disclose the bandwidth manager. Lo teaches that 
the bandwidth manager manages media handler selection for each customer contact by 
comparing the bandwidth requirement to current bandwidth availability on each media handler, 
and by lowering the bandwidth requirement were possible (sic) to enable selection if sufficient 
bandwidth is not available (col. 4, lines 10-55). 

8. For claim 3, Bogart teaches the conference controller (Fig. 1, #106) further comprises an 
event handler (Fig. 1, #104) for determining a next media event for a customer contact based on 
a correlation between pre-defined call contact states and status and actual call status (col. 9, line 
22 - co 1.10, line 21; col. 12, line 4 - col. 13, line 46). 

9. For claim 4, Bogart teaches a plurality of agent communication devices (Fig. 2, #220) 
each having a control interface (Figs. 1 and 2, #1 1 1) coupled to the control interface of the 
conference controller (Fig. 1, #106) wherein each of the plurality of agent communication 
devices is configurable via the corresponding control interface to couple with a selected one of 
the plurality of media handlers (Fig. 2, #200-212; col. 5, line 30 - col. 6, line 50; col. 9, line 22- 
59). 

10. For claim 6, Bogart teaches each of the plurality of agent communication devices further 
comprises: an agent interface for accepting input from an agent of requests (Fig. 2, #220) and for 
passing the requests to the conference controller (Fig. 1, #106) via the control interface to 
manage a customer contact session (col. 9, lines 22-59). 
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1 1 . For claims 7, 14, 20, Bogart teaches wherein the plurality of media handlers each further 
comprise: a call sequencer interacting with selected ones of the plurality of media services 
defined by each media handler to maintain consecutive sequence numbers in the real time 
packets output from the media handler from various media sources during a customer contact 
session (col. 9, line 22 - col. 10, line 21; col. 15, lines 28-47). Bogart does not expressly disclose 
that the packets are in the real time protocol (RTP). Lo teaches this limitation (col. 5, line 25 - 
col. 6, line 5). 

12. . For claims 9, 16, Bogart teaches the method for interfacing customers, further 
comprising in response to the configuring act, at least one of the following acts performed on the 
available one of the plurality of media handlers of 

a. routing media between selected media endpoints (i.e. "handlers 200-212 provide 
switching... They establish connections between contacts and resources") (col. 5, line 30- 
col. 6, line 50; col. 9, line 22-59); 

b. recording media from a selectable media source (col. 5, line 30-col. 6, line 50; 
col. 9, line 22-59); and 

c. playing selectable media to a selected media endpoint (col. 5, line 30-col. 6, line 
50; col. 9, line 22-59). 

12. For claim 10, Bogart teaches the call setup parameters passed in the passing act include at 
least outbound media ports (col. 9, line 22-42; col. 13, line 65 - col. 14, line 43) and a media 
service type (Table F, col. 15, lines 56-67). 
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13. For claims 11, 17, Bogart teaches the selecting act further comprises the act of: managing 
media handler selection for successive calling ones of the customers to effect a balancing of 
relative loads among the plurality of media handlers (Fig. 2, #200-212; Col. 9, L. 22-59). 

14. For claims 12, 18, Bogart teaches the passing act further comprises the act of: 

a. determining a next media event for the calling one of the customers based on a 
correlation between pre-defined call contact states and status and actual call status for the 
calling one of the customers (col. 9, line 22 - col. 10, line 21; col. 12, line 4 - col. 13, line 
46); and 

b. with the configuring act responsive to each determination in the determining act 
to reconfigure the available one of the plurality of media handlers (col. 9, line 22 - 

co 1.10, line 21; col. 12, line 4 -col. 13, line 46). 

15. For claims 13, 19, Bogart teaches the method for interfacing customers further 
comprising the act of: managing the available one of the plurality of media handlers (Fig. 2, 
#200-212) to define additional selected ones of a plurality of media services (service call), media 
sources (resources/agents) and media endpoints (customer contacts such as phone, computer, 
etc.) for handling the customer contact from an agent communication device (Fig. 2, #220) 
configured as a media endpoint in the configuring act (Fig. 2, #200-212; col. 5, line 30 - col. 6, 
line 50; col. 9, line 22 - col. 10, line 21). 

16. Claim 5 is rejected under 35 U.S.C. 103(a) as being unpatentable over Bogart and Lo as 
applied to claims 1, 4 above, and further in view of Sonesh et al. (6,046,762). 
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17. For claim 5, Bogart teaches the communication layer 106 manages the plurality of agent 
communication devices (i.e. resources) and it responsive to a request for customer contact with 
an available agent to select an available one of the plurality of agent communication devices for 
coupling with the corresponding one of the plurality of media handlers handling the 
corresponding customer contact (col. 5, line 30 - col. 6, line 50; col. 9, line 22 - col. 10, line 21). 

18. Bogart and Lo fail to expressly disclose an agent manager coupled to each of the plurality 
of agent communication devices via the corresponding control interface, and the agent manager 
responsive to a request for customer contact with selection of an available agent. Sonesh, in the 
same field of endeavor having closely related objectivity, teaches an agent manager coupled to 
each of the plurality of agent communication devices via the corresponding control interface, and 
the agent manager responsive to a request for customer contact with selection of an available 
agent (col. 3, lines 50-58; col. 5, line 60 - col. 6, line 8). 

19. At the time the invention was made, it would have been obvious to one of ordinary skill 
in the art to have incorporated Sonesh's teachings of an agent manager coupled to each of the 
plurality of agent communication devices via the corresponding control interface, and the agent 
manager responsive to a request for customer contact with selection of an available agent, with 
Lo's teachings of system and method for high-performance delivery of web content using high- 
performance communications protocol between the first and second specialized intermediate 
nodes to optimize a measure of communications performance between the source and the 
destination, and the teachings of Bogart in multimedia customer care center having a layered 
control architecture, for the purpose of providing intelligent routing of messages/calls to agents 
for processing. 
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Conclusion 

20. The prior art made of record and not relied upon is considered pertinent to applicant's 
disclosure. They regard further teachings on related subjects. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to MELVIN H. POLLACK whose telephone number is (571)272- 
3887. The examiner can normally be reached on 8:00-4:30 M-F. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Jason Cardone can be reached on (571) 272-3933. The fax phone number for the 
organization where this application or proceeding is assigned is 571-273-8300. 

Information regarding the status of an application may be obtained from the Patent 
Application Information Retrieval (PAIR) system. Status information for published applications 
may be obtained from either Private PAIR or Public PAIR. Status information for unpublished 
applications is available through Private PAIR only. For more information about the PAIR 
system, see http://pair-direct.uspto.gov. Should you have questions on access to the Private PAIR 
system, contact the Electronic Business Center (EBC) at 866-217-9197 (toll-free). If you would 
like assistance from a USPTO Customer Service Representative or access to the automated 
information system, call 800-786-9199 (IN USA OR CANADA) or 571-272-1000. 

/Melvin H Pollack/ 
Examiner, Art Unit 2145 
18 April 2008 



